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Resuits Should Be Qualifisd if Used for the GPRA {Audit No.
199910107} ’

| am writing in response to the recommendatians in the above-raferenced report. We
appreciate that your review highlights some of the weaknesses in our Customer
Satisfaction Survey procedures. The intemal Revenue Service (IRS) is firmiy
committed to mpraving customer service and helping taxpayers comply with the tax
laws. We have already made Improvements to how we administer the survay and will
continue fo do sa. :

Please note the National Director, Education, Wall-in and Gomespondence
Improvement Division is responsible for the Walk-In Survey Program and the corrective
actions identifiad below, rather than Sirategic Planning. The National Director,
Education, Walk-In and Correspondencs improvement Division, working with the
Director, Strategic Plarming and Budgeting, will alsn be respansibie for the disclosure
of survey limitations for the Governrnent Psrormance and Results Act (GPRA).

Wa believe the survey results are valid indicators of customer gatisfaction for IRS
Walk-ln servica based on the advica of IRS statisticians. The survey results also help
us improve how we manage the Walk-In Pragram. We will continue to better administer
these surveys, increase the response rates, and analyze the survey resutts. We will
also continue to stress to tax assistors the importance of making the Customer
Satisfaction Survey available 1o taxpayers that are helped.

Our corrective actions address the recommendations suggested by TIGTA and identify
steps that have been or will be taken. Cur next program guldance memerandum, which
will be sent to field offices in July, witl provide direction to management on astablishing
controls to protect survey forms, the integrity of the data, and the survey rasults.



IDENTITY OF RECOMMENDATION/FINDING

Establish controls to ensure the survey formn is offered to all taxpayers that receive
assistance during a survey week.

ASSESSMENT OF CAUSE
Every taxpayer is not given a survey form and asked 1o participats in the survey during
survey weeks. Managers and employees are unclear on whether they should make the

survey forms availabie: to all taxpayers, only to texpayers they personally asaist, or
only to taxpayers who visit the Walk-in office.

CORRECTIVE ACTIONS .

We have conducted conference calls with regional analysts to stress the Impertance of
providing the Customer Satistaction Survey to all taxpayers wha are helpad. We will
eontinue to stress this during subsequent conference calis. During upcoming Continued
Protessional Educstion (CPE} training classes for taxpayer asgisiols, we witl reinfores
the need to provide surveys tc taxpayers who have been helpad. Our next program
guidanca memorandum will be updated to include instructions fior management to
monhitor assistors for adherence to this procedure.

IMPLEMENTATION DATE:
PROPOSED: Auqust 1, 2063

RESPONSIBLE OFFIGIAL
National Director, Education, Walk-in and Correspendence Improvement Division

CORRECTIVE ACTION MONITORING PLAN

During our Readiness, Quality Review, ard District Office visits we will monitor for
compliance.

IDENTITY OF RECOMMENDATION/FINDING

Establish controls to protect the survey forms, the integrity of the data, and the survey
results.

ASSESSMENT OF CAUSE

The current managemesnt control process is not adagquate 1o ensure the Walk-1n
Customer Satisfaction Survey is administered properdy. Wihout a refiable survey
process and systern of intemnal controis, the IRS may not: collect data essentiat for
accurate and reliable survay results, have results that represent all customers who
interact with Walk-In offices, and have given all customers the apportunity to participate
in tha survey.



CCORRECTIVE ACTIONS

Qur next program guiklance memarandum will require management to maintain control
of survey forms during pon-survey week. Management will be instructed to provide
lecked drop boxes for taxpayers to leave completed survey forms. Managers will be

responsible for designating an individual to remove the surveys from the drop box and
retum them to the vendor.

MMPLEMENTATION DATE:
PROPOSED: August 1, 2000

RESPONSIBLE OFFICIAL :
Nationat Director, Education, Walk-In, and Correspondence Irprovement Division

CORRECTIVE ACTION MONITORING PLAN

Dusing our Readiness, Quality Review, and District Office visits we will monitor for
compliance.

IDENTITY OF RECOMMENDATION/FINDING
Develop and conduct training for Walk-In personnel on how the survey should be
implemented.

ASSESSMENT OF CAUSE
National Office has provided survey precedures. However, Walk-ln coordinators,
managers, and our tax assistors interpreted and applied the procedures differently.

CORRECTIVE ACTIONS

We will determine the jevel of employee undersianding of the survey process and
provide additional training through CPE. Ingtructions in KM 21.10.1 (dated January 1,
2000), Customer Senice Quality Review Program, pravide guidance to taxpayer
assistars when offering the survey to taxpayers. ‘We recognize that all IRM procedures
are rot being followed. However, our next program guidance memeorandum, coupled
with GPE training, will help us increase tax assistors awareness of the need to adhere
1o instructions In the LRM for sutvey procedures. In addition, we will continue to provide
written guidance to fieid managemant to ensure 3 full understanding of and support for
the survey process.

IMFLEMENTATION DATE
PROPQSED: August 1, 2000

RESPONSIBLE OFFICIAL
National Director, Education, Walk-In, and Comrespondence Improvemant Division
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CORRECTIVE ACTION MONITORING PLAN

During Readiness, Quality Review, and District Office visits we will maritor for
caompliance.

IDENTITY OF RECOMMENDATION/FINDING

Emphasize in the Walk-In Program Letter and action plan the importance of conducting
thae survey to meet GPRA requirements.

ASSESSMENT OF CAUSE
In February 1998, the IRS Executive Officer for Cusiomer Service issued a
memorandum on “Impiementation of Custarmer Satisfaction Survey for Walk-ln Offices.”

The IRS has not provided any follow-up guidance or formal trainlng on the Walk-in
Customer Satisfaction Survey since its inception i 1898,

CORRECTIVE ACTIONS

The Walk-ln Operations Seclion will revise the program guidance memorandum to
emphasize the importance of conducting the survey to meet GPRA reguirements.

IMPLEMENTATION DATE:
PROPOSED: August 1. 2000

RESPONSIBLE OFFICIAL
Nationai Director. ECucation, Walk-ln, and Correspondence improvement Divigion

CORECTIVE ACTEOMN MONITORING PLAN

During Readiness, Quality Review, and BDistrict Offlce visits we will rmonitor for
compliance.

if you have any questions regarding our response io this report, please contact me at
(202) 6229511 or yvour stafl may call Robart Wilkerson, Assistant Commissioner
(Customer Service), at (202) 622-5044.



